Service 
level 4 



Service 
level 3 



Service 
level 2 



Service 
level 1 




Deliverer 



Product technology i 
department ] 



JTechnical service department 
Local head office 



Local company 




Direct service 
organization 



Dealer Dealer 



Direct service 
organization 



End user 



End user 



FIG.1 




f 12 /- 13 ^17 ^18 ^19 ^2 0 



MIS 





SIP 















DWH 



MDB 



KB 



IT 15^ W 



Interface 



LAN 



21 



FIG.2 
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Dplivprv situation of defective service Dart 
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Report situation to call center of the occurrence of complaints that are 
same as given complaint 
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Identical problem situation of maintenance service information about the 
occurrence of complaints that are same as given complaint j 
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Setup report situation about the occurrence of complaints that are 
same as given complaint 
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compensation situation ot aetecuve proaucx 
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Range of value X9 obtained from formula 
of download situation of firmware and 
drivers corresponding to complaint 
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